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I.  Executive  Summary: 

Background:  Addressing  Language 
Accessibility  Through  A Task  Force 

On  November  4,  2005  Mayor  Gavin  Newsom 
created  the  Cultural  Competency  Task  Force 
and  charged  it  with  the  task  of  recommending 
strategies  to  ensure  that  all  San  Francisco 
residents  have  access  to  services  and 
programs,  regardless  of  language  ability. 
Specifically  the  Task  Force  was  directed  to 
explore  ways  City  departments  can  improve 
language  accessibility  for  website  users. 

The  Task  Force  collected  and  reviewed  best 
practices  from  the  public  and  private  sectors, 
and  explored  creative  ways  to  make  City 
websites  more  accessible  for  limited-English 
proficient  (LEP)  individuals. 

The  Task  Force  was  assigned  to  complete  the 
following: 

• Recommend  approaches  for  improving 
the  language  accessibility  and  cultural 
competency  for  the  top  five  (5)  most 
frequently  used  websites,  taking  into 
account  public  transactions  and  overall 
visits  to  the  site; 

• Focus  on  the  top  three  household 
languages  spoken,  based  on  U.S.  Census 
data  (Chinese,  Spanish  and  Tagalog); 

• Consider  low,  medium  and  high  cost 
options; 

• Consider  feasibility  of  implementation; 
and 

• Recommend  ways  in  which  to 
institutionalize  the  work  within  City 
departments. 


San  Francisco’s  Population  is  Diverse 

In  San  Francisco,  46%  of  San  Franciscans 
speak  a language  other  than  English  at 
home.  Chinese  is  the  most  commonly  spoken 
language  after  English,  with  over  125,000 
San  Franciscans  speaking  it  at  home.  Other 
languages  include  Spanish  (82,000),  Tagalog 
(25,000),  and  Vietnamese  (10,000).  It  is 
important  to  note  that  speaking  a language 
other  than  English  at  home  does  not 
necessarily  mean  an  individual  is  LEP. 

The  US  Census  Bureau  deems  a respondent 
LEP  if  they  respond  that  they  speak  English 
“not  well”  or  “not  at  all.”  According  to 
the  Census,  between  1990  and  2000,  the 
proportion  of  San  Francisco’s  population  that 
does  not  speak  English  very  well  grew  from 
6.1  percent  to  8.1  percent.  Furthermore,  the 
number  of  linguistically-isolated  households 
in  which  no  person  aged  14  or  over  speaks 
English  at  least  “very  well”  grew  to  4.4  million 
households. 

In  the  public  sector,  language  barriers 
can  deprive  LEP  residents  of  critical  city 
services,  including  health  care,  the  ability  to 
report  crimes  to  local  law  enforcement,  the 
protection  of  labor  and  minimum  wage  laws, 
and  the  ability  to  to  be  informed  or  apply 
for  other  critical  city  services  or  benefits. 
Translation  and  interpretation  is  a key  enabler 
in  improving  access  to  City  programs  and 
delivery  of  services  for  immigrants. 

The  Task  Force  Recommends  a Series 
of  Actions  to  Improve  Access  to  City 
Websites 

The  Task  Force  defined  a common  set 
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of  guiding  principles  to  help  guide 
its  recommendations.  These  include: 
supporting  the  existing  Equal  Access  to 
City  Services  Ordinance  (EAS),  providing 
departments  with  resources  to  implement  the 
recommendations,  phasing  in  translation,  and 
integrating  existing  department  and  citywide 
resources.  Based  on  these  guidelines,  and 
best  practices  from  the  public  and  private 
sectors,  the  Task  Force  recommends  the 
following: 

• Human  Resources 

Dedicate  staff  to  perform  Chinese  and 
Spanish  translations  of  website  content 
for  City  departments.  At  a minimum,  staff 
would: 

• Create  and  maintain  a glossary  of 
translated  terms  to  leverage  past 
translation  content  and  ensure 
consistency  in  translations 

• Create  and  maintain  a library  of 
translated  documents  for  all  City 
departments 

The  glossary  and  library  are  intended 
to  streamline  future  costs  and  improve 
efficiency. 

• Organization 

Designate  a City  department  to  provide  a 
single  source  for  translation  services  for  all 
other  City  departments,  commissions  and 
other  city-related  entities: 

• Develop  and  manage  contracts  with 
outside  translation  vendors 

• Interface  with  City  departments  to 


implement  translated  web  content 

• Collaborate  with  other  public  and 
private  entities  to  share  glossary  and 
library  of  translated  documents 

Promote  Language  Access  Plan  for  San 
Francisco  to  extend  translation  services 
to  encompass  all  taxpayer  and  residents 
touch-points  (website,  telephone,  face  to 
face  contact) 

Technology 

Remove  access  to  the  machine  translation 
tool  on  City  websites  as  the  human- 
translated  content  is  phased-in; 

Create  the  following  technical 
infrastructure  and  tools: 

• Glossary  of  translated  terms 

• Document  repository  or  library  of 
translated  documents 

Process  and  Procedures 

Institutionalize  website  translation  by 
absorbing  on-going  costs  within  city 
departments  and  leverage  3-1-1. 

Make  better  use  of  bilingual  staff 

Establish  web  site  guidelines 

Follow  best  practices  to  translate 
documents  and  ensure  quality  control 

Phased  Implementation 

Implement  changes  to  City  websites  in 
phases  to  showcase  continual  progress 
and  successes.  The  criterion  for  selection 
of  department  websites  for  the  pilot 
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phase  includes  those  which  provide  key 
resident  services  and  where  information  is 
frequently  requested. 

The  following  City  departments  have  been 
identified  for  initial  implementation: 

• Police  Department 

• Rent  Board 

• Department  of  Parking  and  Traffic 

• Department  of  Public  Works 

• Recreation  and  Park  Department 

• Human  Services  Agency 

II.  Linguistic  And  Cultural 
Competency  Task  Force 
Members 

Phil  Ting,  Chair,  Assessor-Recorder 

Jose  Cisneros,  Treasurer  & Tax  Collector 

Francisco  Castillo,  Mayor's  Office  of 
Communications 

Nani  Coloretti,  Mayor's  Office  of  Public  Policy 

Deborah  Escobedo,  Staff  Attorney  for  Youth 
Law  Center,  and  Commissioner,  Immigrant 
Rights  Commission 

Joanne  Low,  Dean  of  the  School  of 
International  Ed  & ESL,  City  College  of  San 
Francisco 

Chris  Vein,  Executive  Director,  Department  of 
Telecommunications  and  Information  Services 

Luna  Yasui,  Policy  Director,  CAA  | Chinese  for 


Affirmative  Action/Center  for  Asian  American 
Advocacy 

In  addition,  the  Task  Force  received  valuable 
input  from 

Sonia  Melara,  Commissioner,  Immigrant 
Rights  Commission 

Patrick  Quinn,  Senior  Mgmt  Assistant, 
Treasurer  & Tax  Collector 

The  Task  Force  were  staffed  by  Ella  Leong  of 
the  Assesor-Recorder’s  Office  and  Dang  Pham 
of  the  Immigrant  Rights  Commission. 

III.  Background:  San  Francisco 
Is  A Diverse  City  With  Many 
Language  Access  Needs 

According  to  the  US  Census  Bureau,  2004 
American  Community  Survey,  approximately 
39%  of  San  Franciscans  were  born  outside 
of  the  United  States,  while  35%  of  residents 
were  born  in  California  and  26%  were  born 
elsewhere  in  the  United  States.  In  2004,  over 
60%  of  San  Francisco’s  immigrant  population 
came  from  Asia,  with  28%  coming  from 
China.  Immigration  from  the  Americas,  led 
by  Mexico,  accounted  for  another  20%,  and 
European  immigrants  accounted  for  another 
20%. 

In  San  Francisco,  46%  of  San  Franciscans 
speak  a language  other  than  English  at 
home.  Chinese  is  the  most  commonly  spoken 
language  after  English,  with  over  125,000 
San  Franciscans  speaking  it  at  home.  Other 
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languages  include  Spanish  (82,000),  Tagalog 
(25,000),  and  Vietnamese  (10,000).  It  is 
important  to  note  that  speaking  a language 
other  than  English  at  home  does  not 
necessarily  mean  an  individual  is  LER 

The  US  Census  Bureau  deems  a respondent 
LEP  if  they  respond  that  they  speak  English 
“not  well”  or  “not  at  all.”  According  to 
the  Census,  between  1990  and  2000,  the 
proportion  of  San  Francisco's  population  that 
does  not  speak  English  very  well  grew  from 
6.1  percent  to  8.1  percent.  Furthermore,  the 
number  of  linguistically-isolated  households 
in  which  no  person  aged  14  or  over  speaks 
English  at  least  “very  well”  grew  to  4.4  million 
households. 

An  individuals’  right  to  meaningful  access 
to  public  programs  stems  from  federal, 
state,  and  local  civil  rights  laws  that  protect 
individuals  from  discrimination  based  on 
national  origin.  Federal  and  state  law  ( Title  VI 
of  the  1964  Civil  Rights  Act  and  the  Dymally- 
Alatorre  Bilingual  Services  Act,  respectively) 
require  public  agencies  serving  a substantial 
number  of  limited-English  speaking  people 
to  provide  services  in  language  other  than 
English. 

The  barriers  that  immigrants  and  LEP 
individuals  face  may  deprive  City  residents  of 
critical  services  such  as  healthcare,  education, 
housing  and  landlord/tenant  information, 
safety  (i.e.  the  ability  to  report  crimes),  and 
employment  referrals. 


IV  Best  Practices  From  The 
Private  And  Public  Sectors 

Recognizing  the  importance  of  facilitating 
effective  communications  between  City 
departments  and  the  individuals  they  serve, 
the  Task  Force  sought  information  through  a 
series  of  presentations  from  both  the  public 
and  private  sector,  and  met  with  the  following 
experts: 

1.  Ted  Wang  - Co-Author  of  the  Language 

of  Business:  Adopting  Private  Sector 
Practices  to  Increase  Limited-English 
Proficient  Individuals  Access  to 

2.  Deborah  Liu  - City  of  Oakland,  Office  of 

Equal  Access 

3.  Robert  Collins  - San  Francisco  Rent  Board 

4.  Joey  Ho  - Kaiser  Permanente,  Linguistic 

and  Cultural  Services 

5.  Randy  Dongug  - 3-1-1  Project  Manager 

Their  work  and  collective  knowledge  are 
summarized  below: 

1.  Create  a centralized  office  to  provide 
technical  assistance  and  infrastructure  for 
City  departments  to  successfully  improve 
language  accessibility. 

In  the  City  of  Oakland,  the  Equal  Access 
Office  coordinates  all  translation  services 
for  City  departments  and  manages  a 
translation  budget  for  the  City.  Oakland  has 
achieved  cost  efficiencies  in  translation  and 
interpretation  by  centralizing  translation 
across  local  offices  and  agencies,  reducing 
the  duplication  of  effort  and  costs  associated 
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with  finding  a translator  and  managing  the 
translation  process  when  the  need  arises. 

The  Equal  Access  Office  also  facilitates  for 
simultaneous  interpretation  during  public 
meetings  and  makes  interpretation  equipment 
available  for  departments  to  utilize. 

Kaiser  Permanente,  invests  in  bilingual  staff 
for  the  translation  of  material  and  related 
services  which  gives  this  private  company  a 
competitive  advantage  in  attracting  customers 
among  the  growing  immigrant  population 
as  well  as  an  opportunity  to  promote  good 
community  relations.  New  marketing 
campaign  materials  are  customized  for 
different  constituencies  with  text  and  graphics 
designed  for  a specific  ethnic  segment. 

2.  Do  not  rely  on  machine  translations. 

San  Francisco  uses  machine  translation 
to  provide  translation  for  any  web  page  in 
multiple  languages.  To  test  its  accuracy,  the 
Task  Force  attempted  to  translate  a police 
bulletin  into  Chinese.  The  English  bulletin 
asked  for  the  public’s  help  in  locating  a crime 
suspect;  however,  the  machine-translated 
Chinese  content  presented  inaccurate,  even, 
contradictory,  information  when  translated 
back  into  English  from  Chinese.  Instead  of 
asking  for  help  in  locating  a crime  suspect, 
the  Chinese  translation  stated  that  the  police 
had  apprehended  a suspect  with  the  public’s 
help.  A translated  document  or  webpage  is 
often  the  first  entry  point  for  LEP  individuals 
to  access  services.  Therefore,  it  is  critical  that 
translations  are  both  linguistically  accurate 
and  culturally  competent. 


The  language  experts  interviewed  by  the 
Task  Force  agree  that  machine  translation 
alone  can  result  in  misleading  and  inaccurate 
content.  Machine  translations  should  only  be 
used  as  an  initial  translation  tool  and  must 
be  used  in  conjunction  with  a human  review. 
Translations  may  also  require  a legal  review  to 
ensure  the  language  in  the  original  document 
has  been  translated  accurately  and  that  the 
translation  reflects  the  intended  underlying 
meaning  of  the  original  document. 

3.  Establish  and  maintain  a glossary  of 
technical  terms  to  enable  consistent 
translations  of  commonly  used  terms. 

The  City  of  Oakland’s  Equal  Access  Office 
and  Kaiser  Permanente’s  Linguistic  and 
Cultural  Services  Department  both  manage 
their  own  glossaries  for  technical  terms  or 
phrases  in  order  to  ensure  consistency  in 
translations.  Kaiser  recommended  that  the 
glossary  accommodate  both  written  and 
verbally  spoken  terms.  The  verbal  glossary 
for  interpretation  can  contain  differences 
between  different  dialects  of  Chinese  such  as 
Cantonese,  Taiwanese  and  Mandarin. 

There  are  a number  of  terms  common  to 
City  government  that  should  be  translated 
consistently.  For  example  the  translation 
of  “City  and  County  of  San  Francisco”  into 
Chinese  is  commonly  known  in  the  Chinese 
press  as  “City  of  San  Francisco”  since  "City  of 
San  Francisco  and  County  of  San  Francisco” 
is  redundant. 
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4.  Create  and  maintain  a central  repository 
for  translated  documents  accessible  to  all 
departments. 

Kaiser  Permanente  stores  and  maintains  a 
document  library  of  all  translated  documents 
in  their  data  base.  Ail  Kaiser's  offices  in 
different  physical  locations  can  easily  access 
the  translated  document  data  base  as  needed. 

A repository  of  translated  documents  would 
provide  a shared  library  to  enable  City 
departments  to  better  address  taxpayers’ 
inquiries  and  could  save  in  translation 
expenses  by  eliminating  redundant  requests. 

5.  Enable  shared  collaboration  between 
public  and  private  sectors  to  better  serve 
our  LEP  constituency. 

Both  Kaiser  Permanente  and  the  City  of 
Oakland  have  indicated  a strong  desire  to 
share  their  translation  glossary  and  the 
translated  document  repository  with  other 
public  entities  including  the  City  of  San 
Francisco.  This  type  of  collaboration  will 
help  public  agencies  or  organizations  to  save 
translation  costs  and  maintain  a level  of 
consistency  with  translated  terms  or  phrases. 
As  the  result,  LEP  persons  will  gain  greater 
access  to  services  and  programs. 

6.  Target  an  appropriate  native  language 
literacy  level. 

The  experts  we  talked  to  noted  their  target 
audience's  literacy  level.  Since  the  intended 
audience  may  not  be  highly  literate  in  their 
native  language,  other  organizations  have 


translated  website  content  and  documents  at 
the  5th  - 6th  grade  level. 

7.  Link  website  translations  to  an  overall 
Language  Access  Plan. 

Kaiser  Permanente  has  realized  cost  savings 
through  the  development  of  the  San  Francisco 
based  “Multicultural  Services  Center”. 

Effective  communication  with  patients 
promotes  the  delivery  of  quality  health  care. 
The  lack  of  qualified  and  trained  medical 
interpreters  can  result  in  misdiagnoses 
or  life-threatening  consequences.  Kaiser 
Permanente  has  specific  language  lines  for 
Chinese  and  Spanish  speakers.  The  Service 
Center  is  staffed  by  qualified  health  care 
interpreters,  many  of  whom  were  trained 
in  the  Health  Care  Certificate  Program,  a 
partnership  between  Kaiser  and  City  College 
of  San  Francisco. 

San  Francisco  is  currently  implementing  a 
3-1-1  call  center  where  all  non-Emergency 
citizen  calls  will  be  channeled.  The  call  center 
will  have  access  to  bilingual  staff  to  address 
the  most  common  language  requests  Spanish 
and  Chinese,  and  will  utilize  vendors  for 
interpretation  services  in  other  languages. 

Ted  Wang  emphasized  the  importance  of 
creating  a Language  Access  Plan  to  facilitate 
communication  with  all  aspects  of  customer 
interactions.  Language  accessible  websites 
and  the  3-1-1  call  center  may  not  ensure  full 
Language  Access.  Written,  spoken,  and  face 
to  face  communication  in  the  native  language 
must  work  hand  in  hand. 
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8.  Standardize  ways  to  provide  translated 
information  to  the  public. 

Both  Kaiser  Permente  and  the  City  of  Oakland 
strongly  believe  that  standardized  translation 
of  public  information  will  help  public  agencies 
to  maintain  a level  of  consistency  with 
translated  names,  terms  or  phrases. 

Within  the  immigrant  population,  each  ethnic 
community  has  a preferred  color.  A possible 
explanation  for  this  color  preference  perhaps 
comes  from  the  color  of  their  home  country’s 
flags,  flowers,  or  other  important  symbols. 

After  careful  consideration  of  cultural 
characteristics,  the  following  standards  for 
outreach  materials  were  recommended  by  the 
City  of  Oakland: 

• Blue  - Spanish 

• Green  - Vietnamese 

• Pink -Chinese 

• Yellow  - English 

9.  Implement  dedicated  language  lines  to 
enhance  voice  communication  in  specific 
languages. 

Limited  English  speaking  residents  will  soon 
be  able  to  dial  a toll  free  3-1-1  number  and 
to  talk  to  live  customer  service  agents  in 
different  languages  24  hours  a day,  7 days 
a week  and  365  days  a year  to  access  to 
information  about  city  services.  3-1-1  is  an 
alternative  way  to  provide  excellent  customer 
service  to  residents,  businesses  and  visitors 
and  facilitate  easier  access  to  city  government 
services. 


A solution  implemented  by  the  City  of 
Oakland  and  the  San  Francisco  Rent  Board 
is  to  offer  ‘sound  bites’  summarizing  City 
services  in  other  languages.  The  San 
Francisco  Rent  Board  has  an  “Info  To  Go’’ 
service,  a 24-hour  phone  line  with  one-minute 
sound  bites  on  80  to  90  topics.  Currently,  the 
“Info  To  Go”  phone  line  is  available  in  Chinese 
and  Spanish. 

The  City  of  Oakland  has  established  a 
multilingual  telephone  “CityLine”  system. 
“CityLine”  is  a multilingual-recorded  telephone 
system  that  provides  specific  information 
about  City  services  24  hours,  7 days  a week. 
All  City  services  are  summarized  in  this 
multilingual  system.  Forms  and  information 
documents  can  be  faxed  back  on  demand 
to  the  caller.  It  is  practical,  convenient, 
and  fast.  The  information  is  presented  in 
English,  Cantonese,  Mandarin,  Spanish  and 
Vietnamese. 

V The  Task  Force  Created 
Guiding  Principles  To 
Help  Determine  The 
Scope  And  Scale  Of  Its 
Recommendations 

After  meeting  with  the  series  of  language 
access  experts  and  better  understanding 
best  practices  from  the  public  and  private 
sectors,  the  Task  Force  set  forth  a series  of 
guiding  principles  to  help  guide  its  work. 

The  following  Guiding  Principles  are  targeted 
towards  increasing  access  to  the  City  of  San 
Francisco’s  websites  for  the  limited-English 
proficient  (LEP)  residents: 
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• Support  the  Equal  Access  to  City  Services 
(EAS)  Ordinance. 

The  goal  of  EAS  is  to  ensure  that  all 
residents,  have  of  San  Francisco,  including 
those  who  are  LEP,  have  equal  and 
meaningful  access  to  all  the  City  services. 
The  Ordinance  requires  City  departments 
to  provide  services  in  languages  other 
than  English  when  10,000  city  residents, 

5 percent  or  more  of  the  clients  served 
by  the  department,  or  5 percent  of  the 
residents  of  the  supervisorial  district 
in  which  the  departments’  offices  are 
located,  are  LEP  and  share  a primary 
language. 

• Provide  technical  assistance  and 
infrastructure  for  City  departments 
to  be  successful  in  improving  website 
accessibility. 

• Implement  a phased-in  approach  to  allow 
for  trial  and  error  and  to  show  success 
early  into  the  process.  Begin  with  a 
recommended  list  of  critical  departments, 
implement  changes,  monitor  progress 
and  roll-out  practices  to  all  remaining  City 
departments. 

• Integrate  existing  departmental  and 
citywide  resources  to  avoid  duplication. 

VI.  Recommendations: 

The  innovative  use  of  technology  can  improve 
services  to  city  residents  and  visitors.  The 
City’s  websites  can  provide  instant  access 
to  information,  and  help  residents  become 


smarter  consumers,  make  better  quality 
of  life  decisions  and  can  facilitate  greater 
interest  and  participation  in  the  City’s 
decision  and  policy  making  processes. 
Translation  is  a key  enabler  in  improving 
access  to  City  programs  and  delivery  of 
services  for  immigrants.  While  it  is  important 
to  make  websites  linguistically  accessible, 
websites  are  a limited  form  of  public  contact. 
Thus,  it  is  critical  to  understand  website 
translations  as  only  one  piece  of  a broader 
language  access  plan  that  addresses  staffing 
and  other  in-person  outreach  and  services 
to  LEP  residents.  To  improve  language 
accessibility  to  services  and  information 
through  the  City’s  websites,  the  Mayor’s 
Cultural  Competency  Task  Force  recommends 
the  following: 

1.  HUMAN  RESOURCES 

Designate  dedicated  staff  to  perform 
Chinese  and  Spanish  translations  of 
website  content  for  City  departments. 

• Work  with  Department  of  Human 
Resources  to 

• Identify  appropriate  special  skills 
and  job  classification  for  translator 
employees 

• Develop  language  testing  for  special 
conditions  requirements 

• Provide  language  certification  of 
translator/editor/reviewer  bilingual 
employees 

2.  ORGANIZATION 

Designate  a central  City  department  within 
the  General  Services  Agency  (GSA)  to  provide 
a single  point  for  translation  services  for  all 
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City  departments,  commissions  and  other 
city-related  entities. 

• Provide  technical  assistance  for  all 
language  services 

• Manage  translation  staff,  including 
resources  from  other  departments 

• Develop  and  manage  contracts  with 
outside  translation  vendors 

• Monitor  translation  quality 

• Negotiate  premium  pricing 

• Create  and  maintain  glossary  of  translated 
terms  to  leverage  past  translation  content 
and  ensure  consistency  in  translations 

• Create  and  maintain  a library  of  translated 
documents  accessible  to  all  City 
departments 

• Interface  with  City  departments  to 
implement  translated  web  content 

• Collaborate  with  other  public  and  private 
entities  to  share  glossary  and  library  of 
translated  documents 

• Promote  a Language  Access  Plan  for  San 
Francisco  (see  Elements  of  an  Effective 
Language  Access  Plan  in  Appendix  A)  to 
extend  translation  services  to  encompass 
all  resident  touch-points  (website, 
telephone,  face  to  face  contact) 

• Partner  with  3-1-1  knowledge/content 
manager  to 

• Add  3-1-1  translated  content  into 
translated  document  library 

• Ensure  3-1-1  operators  have  access 
to  translated  materials 

• Establish  printing  guidelines  for  City 
department  outreach  materials  and 
documents 

• Advise  City  departments  on 
communication  and  outreach  to 
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multilingual  communities 

• Assist  City  departments  in  developing 
comprehensive  language  access  plans  that 
incorporate  web  translations  as  one  piece 
of  language  services. 

3.  TECHNOLOGY 

The  Task  Force  looked  at  ways  to  streamline 
technology,  offering  potential  for  efficiencies 
across  departments.  Recommendations 
include: 

• Remove  access  to  the  machine  translation 
tool  from  City  department  websites  as  the 
website  content  is  translated  into  other 
languages 

• Create  the  following  infrastructure  and 
tools 

• Glossary  of  translated  terms 

• Document  repository  or  library  of 
translated  documents 

• See  Appendix  B for  the  updated  translation 
model  provided  by  the  Department  of 
Telecommunications  & Information 
Services  (DTIS) 

4.  PROCESS  & PROCEDURES 

In  order  to  institutionalize  change,  the  task 
force  recommends: 

• Absorb  costs  for  translation  services  within 
the  translation  department  to  encourage 
City  departments  to  implement  changes 

• Identify  bilingual  staff  at  departments  and 
where  possible,  incorporate  translation 
services  into  appropriate  staff.  Publish  the 
phone  number  or  extension  for  bilingual 
staff  on  each  department’s  website 

main  page  to  give  the  public  access  to 
immediate  interpretation  resources 
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• Establish  web  site  guidelines  for 
departments  that  will  be  translated: 

• Identify  static  web  pages  for  translation 

• Display  language  options  on  main  page 
of  department  website 

• Write  page  link  in  foreign  language  and 
English 

• At  a minimum,  translate  condensed 
version  of  important  web  pages 

• Use  the  EAS  requirements  as  a guide 
to  determine  what  critical  documents 
and  forms  to  translate  (see  Section 
91.4  Equal  Access  to  Services  Ordinance: 
Translation  of  Materials ) 

• Translate  documents  and  web  pages  at 
5th  - 6th  grade  level  to  ensure  broad 
comprehension  of  content 

• Publish  department  translated 
documents  (forms  and  fact  sheets)  on 
website 

• Suggested  translation  process 

• City  department  determines  web 
content  needing  translation 

• Translation  department 

• Receives  translation  request  from 
City  department 

• Estimates  cost  and  turnaround 
time 

• Attains  City  department  approval 
of  the  scheduled  delivery  date 

• Accesses  resource  database  to 
determine  translator  (or  perform  in 

house) 

• Transmits  request  to  translator 

• Receives  translated  material  from 
translator 

• Reviews  translated  material  for 
quality,  consistency  and  cultural 
appropriateness 
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• Returns  translated  material  to  City 
department  for  approval 

• City  department 

• Approves  translated  material 

• Deploys  translated  material  to 
department  website 

• Translation  department 

• Updates  document  repository  or 
library 

• Updates  translation  glossary 

• Notify  3-1-1  regarding  new 
translated  content;  3-1-1  call  takers 
will  have  access  to  a knowledge 
data  base  to  look  up  information 
regarding  services  provided  by 

the  various  City  departments  and 
commissions. 

5.  PHASED  IMPLEMENTATION 

A phased-in  approach  to  implementation 
will  allow  for  trial  and  error.  With  multiple 
departments,  commissions  and  entities 
in  the  City  and  County  of  San  Francisco, 
implementing  the  recommended  changes 
will  be  a challenging  task.  The  Task  Force 
proposes  a phased  implementation  approach. 
The  criterion  for  selecting  the  Pilot  phase 
department  websites: 

• Contains  frequently  requested  information; 
provides  useful  information  regarding 
access  to  services 

• Identified  as  a Key  Service  on  the  SFGOV 
main  webpage 

• Recognized  as  a City  department 
with  major  service  delivery  impact  on 
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taxpayers;  in  the  SF  Stat  program,  a 
performance  management  process, 
technology  and  accountability  initiative 
that  reduces  waste  and  improves 
efficiencies  in  government  services 

• Listed  as  a Tier  1 department  in  EAS  by 
the  Immigrant  Rights  Commission 

• Website  is  hosted  within  SFGOV  to 
facilitate  pilot  phase  implementation 

• Categorized  by  the  Customer  Relationship 
Management  (CRM)  program  as  a 
department  to  implement  in  the  Pilot  or 
Phase  1 phase 

Based  on  the  above  criterion,  the  following 
departments  have  been  identified  for  initial 
implementation: 

• Police  Department 

• Rent  Board 

• Department  of  Parking  and  Traffic 

• Department  of  Public  Works 

• Recreation  and  Park  Department 

• Human  Services  Agency 

In  addition,  these  2 sites  were  highlighted  by 
the  Mayor  during  the  formation  of  the  Cultural 
Competency  Task  Force: 

• City  and  County  of  San  Francisco  main 
webpage 

• Office  of  the  Mayor 

After  successful  implementation  of  the  above 
departments  under  the  Pilot  phase,  the  Task 
Force  strongly  recommends  translations  for 
the  Human  Services  Agency  web  site  (outside 
of  SFGOV  navigation).  The  Human  Services 


Agency  provides  services  to  almost  100,000 
San  Franciscans  each  year. 

VII.  Resources: 

Immigrant  Rights  Commission  (IRC).  Report 
Concerning  the  Status  of  San  Francisco's  Equal 
Access  to  Services  Ordinance,  February  2006, 
City  and  County  of  San  Francisco. 
http://www.sfgov.org/site/uploadedfiles/ 
immigrant/Forms  Documents/ EAS FDF Report, 
pdf 

Malhotra,  Vivek  and  Theordore  Wang.  The 
Language  of  Business:  Adopting  Private  Sector 
Practices  to  Increase  Limited-English  Proficient 
Individuals  Access  to  Government  Services,  July 
2004,  Chinese  for  Affirmative  Action  (CAA). 
http://www.caasf.org/publications.html 

Mayor’s  Office  of  Economic  and  Workforce 
Development.  An  Overview  of  San  Francisco's 
Recent  Economic  Performance,  April  3,  2006, 
ICF  Consulting. 

San  Francisco  Administrative  Code,  Chapter 
9 1 : Equal  Access  to  Services  Ordinance 
http://www.sfgov.org/site/uploadedfiles/ 
immigrant/Forms  Documents/Chapter91.pdf 

Yasui,  Luna.  Recommendations  for 
Strengthening  and  Improving  Compliance 
with  the  Equal  Access  to  Services  Ordinance. 
Testimony  Presented  at  the  Special  Hearing 
on  the  Equal  Access  to  City  Services 
Ordinance  held  in  Legislative  Chamber,  San 
Francisco  City  Hall,  May  11,  2006. 
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Appendix  A 

Elements  Of  An  Effective  Language  Access  Plan 

Ensuring  language  access  begins  with  a 
comprehensive  department-wide  plan  that 
focuses  on  the  specific  needs  of  limited  - 
English  proficient  (LEP)  individuals.  While 
departments  should  customize  their  language 
services  to  meet  their  particular  needs,  there 
are  certain  key  elements  to  every  language 
access  plan.  The  following  are  guidelines  to 
consider  when  developing  a department-wide 
language  access  plan. 

1.  Conduct  ongoing  and  accurate 

assessment  of  your  clients’  language 
needs 

Departments  should  conduct  annual 
assessments  of  language  needs  by 
city,  neighborhoodand  service  area. 
Departments  should  utilize  the  most 
recent  US  Census  data  to  identify  service 
areas  with  high  numbers  of  limited- 
English  proficient  residents.  In  addition 
to  determining  the  languages  spoken 
by  limited-English  proficient  residents, 
Departments  should  track  the  numbers  of 
linguistically  isolated  households  in  each 
area.l 

Furthermore,  departments  should  survey 
local  service  areas  to  determine  the 
number  of  LEP  residents  seeking  language 
assistance  and  the  number  of  requests  for 
language  assistance  by  department  staff. 


1 Linguistically  isolated  households  are  those  where, 
according  to  the  US  Census,  no  one  over  the  age  of  14 
indicated  they  speak  English  “well”  or  “very  well.” 


2.  Implement  ongoing  and  accurate 
assessment  of  staffing  capacity  by 
language  and  service  area/unit 

Departments  should  assess  the  language 
capabilities  of  their  staff  with  a focus 
on  and  individuals  who  interact  with  the 
public.  Assessments  should  be  structured 
to  inform  departments  of  both  languages 
spoken  and  the  levels  of  proficiency 
amongst  their  staff.  Staff  language 
assessments  should  be  used  to  identify 
areas  of  strength  and  improvement  for  the 
departments’  ability  to  deliver  in-language 
services.  Language  assessments  should 
also  be  consulted  when  determining 
where  bilingual  staff  are  being  stationed. 
The  department  should  have  a tracking 
system  that  monitors  each  unit’s  language 
capacity. 

3.  Assign  bilingual  staff  to  programs  with  a 
high  number  of  LEP  residents 

Language  needs  and  staff  capacity 
assessments  should  be  used  strategically 
to  assign  bilingual  staff  to  program  areas 
where  there  is  an  identifiable  need  for  in- 
language services.  Bilingual  staff  should 
be  compensated  for  their  language  skills 
and  willingness  to  relocate  to  a program 
with  high  language  needs  if  necessary. 

4.  Develop  a recruitment  and  retention  plan 
to  increase  bilingual  staffing  in  all  areas 
of  the  department 

The  most  efficient  way  to  deliver 
meaningful  services  to  LEP  residents  is 
through  bilingual  staff.  Drawing  on  their 
language  needs  and  staffing  capacity 
assessments,  each  department  should 
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develop  a plan  to  increase  bilingual 
staff  in  all  areas  of  the  department. 
Increasing  bilingual  staffing  capacity  can 
include,  but  is  not  limited  to:  targeted 
recruitment  of  new  bilingual  staff;  offering 
language  classes  to  bilingual  staff  who 
are  proficient  in  a language  other  than 
English,  but  need  to  improve  their  skills  to 
become  fully  bilingual;  providing  increased 
compensation  for  bilingual  staff  willing  to 
apply  their  language  skills. 

5.  Develop  a plan  to  identify  and  translate 
key  documents 

All  residents  rely  heavily  on  written 
communication  from  public  agencies  to 
understand  how  to  access  services,  know 
their  rights,  be  informed  of  important 
community  concerns,  and  participate  in 
the  myriad  community  programs  offered 
by  public  agencies.  Translated  documents 
are  critical  to  ensure  LEP  residents  are 
aware  of  services,  due  process  rights, 
and  can  fully  access  and  participate  in 
community  programs. 

a.  Develop  a systemic  process  for 

identifying  documents  for  translation 

Departments  should  develop  clear 
guidelines  and  procedures  for 
surveying  all  existing  English  and  in- 
language forms,  correspondence  and 
resources.  Translation  priority  should 
be  given  to  documents  conveying 
critical  information  related  to  due 
process  and  civil  rights.  Some  other 
factors  to  consider  when  prioritizing 
documents  for  translation  include,  but 
are  not  limited  to  frequency  of  use, 


language  needs,  targeted  communities, 
and  nature  of  the  information 
conveyed. 

b.  Ensure  quality  of  translation  and 
interpreters 

The  quality  of  translation  should 
be  monitored  to  ensure  accuracy 
and  readability.  Drawing  on  focus 
groups  comprised  of  community 
members  proficient  in  the 
languages  of  translation  can  provide 
effective  quality  control  and  create 
mechanisms  to  involve  LEP  residents 
in  the  process.  Agencies  also  often 
have  second  readers  review  each 
translated  document  for  accuracy  and 
accessibility. 

c.  Ensure  adequate  funding  for  language 
services 

Departments  should  account  for  the 
cost  of  translations,  interpreters,  and 
other  language  service  costs  in  each 
annual  budget.  Departments  should 
also  coordinate  and  pool  translation 
resources  with  other  local  agencies 
to  leverage  resources.  Documents 
that  can  be  used  on  a department- 
wide  basis  should  be  translated 
and  disseminated  in  a centralized 
manner  to  avoid  duplicative  efforts  by 
local  offices.  There  should  also  be  a 
readily  accessible  centralized  pool  of 
translators. 

d.  Create  a plan  to  disseminate  in- 
language forms  and  resources 

Finally,  departments  should  develop 
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proactive  plans  to  disseminate 
and  utilize  translated  documents. 
Departments  should  reach  out  to 
community  groups,  schools,  social 
service  providers  and  other  agencies 
working  with  LEP  communities  to 
publicize  the  availability  of  in-language 
documents.  Where  relevant,  staff 
should  conduct  additional  outreach  to 
specific  target  communities  in  need  of 
in-language  resources. 

Dissemination  plans  should  also  be 
targeted  within  the  department  to 
ensure  all  translated  forms  are  actually 
utilized.  Trainings  should  be  conducted 
to  inform  staff  of  the  availability 
of  translated  forms  and  the  proper 
protocol  for  working  with  LEP  residents 
in  need  of  in-language  documents  or 
interpretation. 

6.  Provide  staff  with  the  skills  and  tools 
necessary  to  effectively  serve  LEP 
residents 

At  minimum,  all  staff  should  be  required 
to  attend  regular  trainings  that  inform 
them  of  available  language  service 
resources.  Such  resources  include 
translated  documents  and  guides, 
forms,  interpreters  and  bilingual  staff. 
Trainings  should  emphasize  not  only 
existing  resources,  but  clearly  outline 
procedures  for  when  and  how  to  call 
upon  interpreters.  Trainings  should  be 
clear  about  guidelines  regarding  the  use 
of  family  members,  children,  witnesses, 
and  victims  as  interpreters.  Use  of  such 
parties  as  interpreters  presents  ethical 


and  other  complications  that  can  have 
tragic  consequences.  Departments  should 
develop  and  communicate  clear  protocol 
for  staff  in  need  of  neutral  interpreters. 

in  addition  to  generalized  language 
access  and  cultural  competency  trainings, 
departments  should  develop  trainings  and 
resources  for  specific  units  that  deliver 
critical  services  or  work  closely  with  LEP 
communities. 

7.  Develop  an  outreach  plan  to  build 
relationships  with  LEP  communities  and 
inform  individuals  of  available  language 
services 

LEP  residents  regularly  face  obstacles 
to  fully  accessing  community  services 
and  programs  due  to  language 
barriers.  To  effectively  serve  and  reach 
out  to  LEP  residents,  departments 
should  develop  strategic  outreach  and 
community  education  plans  targeting  LEP 
communities.  Departments  should  nurture 
relationships  with  community  groups, 
social  service  providers,  and  ethnic  media 
outlets  serving  LEP  communities.  Ideally, 
presentations  and  outreach  should  be 
conducted  in  the  primary  languages  of  the 
target  communities. 

8.  Create  an  on-going  Language  Access 
Taskforce  to  assist  the  department 
in  monitoring  and  implementing  the 
language  access  plan 

Ensuring  LEP  residents  have  meaningful 
access  to  services  requires  creating 
concrete  mechanisms  to  communicate  the 
department’s  language  access  initiatives 
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and  to  receive  feedback  from  LEP 
residents.  Departments  should  convene 
regular  Language  Access  Taskforce 
meetings  that  bring  together  various 


CAA  | Chinese  for  Affirmative  Action  and 
Center  for  Asian  American  Advocacy 
17  Walter  U.  Lum  Place 
San  Francisco,  CA  94607 


stakeholders  including  but  not  limited  to,  Tel.  (415)  274-6750 

key  officers  charged  with  implementing  the 

language  access  plan,  community  leaders 

and  service  providers  working  with  LEP 

residents,  translators  and  interpreters. 

9.  Establish  mechanisms  to  monitor 

implementation  of  language  access  plan 

The  Department  Director  or  senior 
manager  reporting  directly  to  the  Director 
should  be  responsible  for  monitoring  and 
implementing  the  language  access  plan. 

The  plan  should  be  reviewed  and  evaluated 
annually  to  reflect  changing  language  and 
resource  needs.  As  part  of  this  monitoring 
process,  Department  should  have  a 
clearly  articulated  reporting  mechanism 
that  enables  individuals  seeking  services 
to  register  formal  complaints  regarding 
language  barriers.  New  goals  should  be 
established  and  a full  assessment  of 
costs  should  also  occur  on  an  annual 
basis.  Community  input  through  the 
aforementioned  Task  Force  or  a focus 
group  should  be  used  to  inform  regular 
evaluations.  Finally,  there  should  also  be 
a publicly  accessible  annual  report  of 
the  department’s  overall  compliance  with 
applicable  federal,  state  and  local  laws 
and  the  language  access  plan  in  particular. 
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